






























































































































































































































































































































































































































































































































































Communication and information management

Access to Legal Information

Departments of Labor and Industry,
Human Rights and the State Law
Library

July 1985 Continuing
Originally separate proposals, these projects
were consolidated by the Steering Committee
to increase access to legal information. Since
the purposes were more dissimilar than they
initially appeared, two approaches have
developed. The Law Library and Labor and
Industry are working with West Publishing
and others to find ways to access the text of
legal decisions. Human Rights has identified
model data bases and hardware and software
problems as they try to develop a system for
entering and accessing hearing precedents
developed within their field.

Access to Records

Departments of Labor and Industry,
Finance, Revenue and Health

July 1985 Continuing
These four departments generated separate
proposals dealing with records management.,
Since these appeared quite similar, they were
combined by the Steering Committee.
However, the nature of the data and
problems faced by each agency were
sufficiently different, so a single project was
not developed. Individual department
initatives are being pursued and the
Department of Health continues with a
STEP project.

Excellence in the Provision of
Analysis Services and Labor Market
Information

Department of Jobs and Training

May 1986 Continuing
This is an effort to improve labor market
information services by responding to
customer needs. The project’s objectives
include identifying its customers, their needs
and cost-effective means of providing the
services.

Human Resources Information
Systems

Department of Employee Relations

May 1986 Continuing
This project was initiated by the Information
Policy Council (a group of top managers that
advises the Commissioner of Administration)
to see if designing a common system for
agencies to use for information not kept in
the central personnel system is feasible. That
feasibility has been established and the team
is determining whether a system can be
funded and developed through the pooled
resources of the agencies.
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Information Systems Planning

Department of Corrections

July 1985 Completed 1986
This project was a pilot test for developing
computer systems architecture. The project
team interviewed department employees
from the central office and all the state -
correctional facilities to find out who
generates, uses and needs information. The
ensuing analysis established the parameters
for systems budget requests, hardware
purchases and programming priorities.

Intergovernmental Communications

Department of Human Services

July 1985 Completed 1986
This initiative explored existing alternative
technologies that could improve information
exchanges between the department and the
87 county agencies it supervises. A pilot
project which tested on-line data exchanges
with the counties decreased turnaround time
and reduced costs. The agency has extended
this service as part of its continuing effort to
reduce paper processing.

Mn/Win -- How to Do Something

About the Weather
Department of Transportation
July 1985 Continuing

This project’s goal is having more adequate,
timely localized weather information for
pilots, motorists, farmers and others in

weather-sensitive situations. By creating
partnerships and expanding the use of
existing resources, the number of involved
weather stations has gone from 5 to 27,
access to real-time data has increased, and 7
of 17 steps identified in its plans have been
completed. Mn/Win’s efforts are visible on
Channel 17 which has extended its range,
hours and coverage since the project began.

Telecommunications Services for
Local Governments

Department of Administration

July 1985 Continuing
The goal of this project is to reduce costs and
improve telecommunications services for all
levels of government in the state. This is
being done by extending the state telephone
network and contacts to local governments
and by sharing the expertise of the state’s
central telecommunications staff as impartial
consultants. Three pilot projects were
carried out in the first year, with identifiable
cost savings. Three more are in progress.

Utility Division Research Projects
Partnership

Department of Public Service

July 1985 Closed September 1987

The project proposed to research issues not
possible within the department’s resources by
using graduate students in law, economics,
econometrics and statistics. The project did
not generate interest by students.
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Operations management

Alternative Delivery System for
Employee Training Courses

Department of Employee Relations

July 1985 Continuing
This project is testing alternatives to
conventional classroom training for state
employees. The team of department staff
and training officers from other agencies has
had trouble finding experts who are not
vendors and useful methods for evaluating
the alternative methods. The project has
been delayed since the manager accepted a
mobility assignment with another government
agency. '

Assistance to our Clients through
Involvement and Modification of
Services (AIMS)

Department of Transportation

August 1987 Pending approval
This is a proposal to improve how the
department manages its consumable
materials inventory, is half the state’s total.
The approach combines meeting the interests
and different needs of major customer
groups (fiscal overseers, managers, staff)
with the goal of quality management.

Financial Disclosure Reports

Ethical Practices Board

July 1985 Closed July 1987
This project identified alternatives so the
small staff of this agency could keep up with
its work of obtaining, processing, reporting
and monitoring compliance with statutory
requirements. Public and private-sector
partners helped identify personal computer
applications, STEP helped obtain approval
for their purchase, and the partners and staff
did the programing. Staff has continued
developing computer applications for other
work areas.

Genesis Project

Department of Labor and Industry

July 1985 Completed 1986
This project examined the workflow of the
claims unit to speed processing and
payments. A joint partnership with Control
Data and Sperry was created so that software
and hardware were compatible and could be
used for workflow analysis. Initial changes
were implemented prior to the time the
project manager left state service.

Incoming/Outgoing Mail System

Department of Revenue

July 1985 Completed 1987
This project reduced and stabilized the cost
of departmental mail services, cut processing
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time and improved customer service.
Partnerships with the U.S. Postal Service,
UPS, and a private-sector firm led to
purchasing a differnt sorting machine and

improving workflow and working conditions.

Refining Services Provided by
Central Stores

Department of Administration

July 1985 Closed June 1987
Computerizing the state’s central office
supply center was seen as the way to
increase the number of products, reduce
inventory cost ratios and, perhaps, extend the
state’s volume purchasing capacity to local
governments. A major reorganization of the
state’s Materials Management Division took
priority over the completion of this project.
Initial computerization of the center’s
inventory has begun.



Human resources management

AIMS (Assistance to our Clients
through Involvement and
Modification of Services)

Department of Labor and Industry

August 1987 Pending approval

The divisions of OSHA Compliance and
Consultation are responsible for advising,
monitoring and enforcing state and federal
safety regulations. The goal of this project is
to improve customer service based on the
information it will obtain through a customer
survey.

Developing Field Staff Performance
Measures and Incentives

Department of Trade and Economic
Development

July 1985 Continuing
This was a line supervisor’s effort to establish
useful performance standards that would
incorporate staff-customer relationships,
account for the long-time horizons in the
jobs, and recognize that results were
dependent on many other actors and
variables. A team of peers explored common
problems and received training in personnel
management from a private-sector partner.
Progress was interrupted when the
supervisor left the department.

Develop Work and Training Options
Program for AFDC Recipients

Department of Jobs and Training

July 1985 Closed 1987
This project was never developed due to
changing personnel and priorities in the
department. Other legislative and agency
initiatives have generated activities to serve
this client group.

Develop Work and Training Projects
for Incarcerated Females

Department of Jobs and Training

July 1985 Withdrawn 1986
This project was designed to establish
non-traditional work and training programs
for female inmates at the Shakopee
Correctional Facility. Shortly after the
project was selected, the project manager left
and the project was not reassigned.

Graphic Communications

Department of Administration

July 1985 Closed March 1987
This project was initiated by a supervisor to
maintain service levels by filling vacancies in
ways not currently authorized by personnel
requirements. A combination of changes in
supervisory personnel and heavy workload
resulted in little project activity.
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Hammurabi Project

Department of Labor and Industry

August 1987 Pending approval
The goal of this proposal is to improve the
state work force and its employment
opportunities by developing several pilot
apprenticeship programs. Project activities
to date have involved developing
relationships with employee organizations,
the state Apprenticeship Advisory Council
and the Department of Employee Relations..

Minority and Physical Therapist
Recruitment Project

Department of Human Services

August 1987 Pending approval
This project is intended to increase the
minority work force and the level of physical
therapy services in state facilities by
providing internships for minority physical
therapy students during their final phase of
graduate training. Initial recruiting,
validation, community support and academic
mentoring will be developed through
partnerships with academic, employment,
community and minority groups.

Prevention by Design

Department of Employee Relations

April 1987 Continuing -
Workers’ compensation costs Minnesota
state government $14 million a year. This
project will analyze labor-intensive jobs and
implement changes to decrease the intensity
and frequency of injuries or hasten returns to
work. To date, software, partnerships and
pilot sites have been identified.

Supervisory/Management Training

Department of Public Safety

May 1986 Completed 1986
This project developed a comprehensive and
consistent plan for management training
within the Department of Public Safety. An
employee committee conducted a needs
assessment, identified a wide range of
facilities and trainers, and developed a plan
the agency is carrying out.



11

Financial management

Agency Contracts

Pollution Control Agency

July 1985 Continuing
This project is to evaluate PCA’s contracting
procedures and to develop a manual to aid
staff in processing systematically and in
compliance with federal and state standards.
Staff turnover and reorganization delayed the
project; work to re-start the project began in
spring of 1987.

Improving Cash Management of the
State Treasury

Department of Finance

July 1985 Completed 1987
This project has increased the state’s
investment earnings and improved its cash
management. This has been done by
depositing payments to state agencies more
quickly and by reducing processing time and
delays. Partnerships were established with
state agencies, financial institutions and
private-sector firms with similar concerns.

Services to Children with Handicaps

Department of Health

July 1985 Closed February 1987
After earlier changes in the service delivery
system, this project was a logical follow-up to
improve the administrative procedures for
establishing client eligibility, authorizing care
and paying for services. An agency team with
a private-sector partner and staff from the
Department of Human Services reviewed
three payment systems, and found ways to
streamline procedures, to improve fund
obligation and expenditure forecasting
methods, to use operating systems in DHS,
and to reduce reporting requirements for
families and providers.

Unemployment Insurance Wage
Verification/Detection System

Department of Jobs and Training

April 1987 Continuing
This project is exploring a computerized
wage verification/detection system, so that
fraudulent unemployment insurance
payments can be detected more effectively.
The U.S. Office of the Inspector General and
the Social Security Administration are
partners who are also interested in
investigating and prosecuting cases that are
developed. This project may serve as a
national pilot project.
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Using Computer Access to Audit
Consumer Financial Institution
Transactions

Department of Commerce

July 1985 Closed February 1986
This project was initiated to audit loan
companies via computer and minimize the
disruption to the loan companies, speed the

state audits, and reduce travel costs and time
for state staff. As the project developed, it
became apparent that the differences in
computer systems and data management
practices would not permit full electronic
data exchange. A system of obtaining
records through the mail is in place until
longer range, more extensive changes can be
initiated.



13

Marketing and customer service

Correctional Industries Program

Department of Corrections

July 1985 Continuing
This initiative’s goal is to have at least 25
percent of the state’s prison inmates gainfully
employed. This is being done by improving
the marketing and manufacturing done by
the industries at each of the correctional
facilities. Through a partnership with 3M,
prison employees have received training in
production techniques, quality management
and workplace safety. Marketing
partnerships have also provided additional
information. Visibility and networking within
STEP has increased customer awareness,

Datanet
State Planning Agency
July 1985 Closed March 1987

Datanet offers a wide array of information,
such as demographic data, to subscriber
users in both the public and private sector.
Although the service was well established by
1985, a project was developed to increase the
private-sector user base. Two partnership
efforts failed to produce useful assistance.
Marketing efforts have continued within the
agency.

Developing a Service Marketing
Approach

Department of Natural Resources

July 1985 Completed July 1987
This project developed and implemented a
marketing strategy for the state park system.
The project team assessed customer needs,
authorized accepting credit cards, devised
coupon books and direct mailings, and
initiated advertising programs. Customer
service training and planning sessions
involved park managers and enabled them to
improve store operations, information and
customer service. Extensive market reserch
is in progress and the department has
incorporated marketing as part of its
long-range development.

Minnesota Forest Products
Marketing Project

Departments of Natural Resources
and Trade and Economic
Development

May 1986 Continuing

An interagency team started this project to
increase state forest product exports. This is
being done by creating a Wood Products
Promotion Council, developing a combined
inventory of exportable forest products,
increasing state employees’ knowledge of the
forest product industry and marketing.
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Minnesota Tourism Marketing
Program for Corporations and
Institutions

Department of Trade and Economic
Development

May 1986 Continuing
This proposal was built on the idea of
partnerships in which the Tourism Office
would develop marketing models that could
be used by corporations and institutions as
they came into contact with individuals or
groups who would be visiting the state. The
team is developing partnerships with
corporate and institutional advisers, business
travel consultants and marketing specialists.

Community Re-entry

Department of Corrections

April 1987 Continuing
This project is developing work-release
programs in outstate areas where there have
been few such facilities. By arranging for an
inmate to serve the last few months of his
sentence in a local jail or half-way house and
working with the community to provide
housing and other needs, the individual
should have a smoother and more successful
transition to normal life.

Developing Client Orientation in
Driver and Vehicle Services Division

Department of Public Safety

July 1985 Completed July 1987
This project has increased employees’
awareness and sensitivity to the needs of
DVS clientele. This has been done by
defining service levels, providing training in
customer relations and changing phone
system operations. Positive results include
shortened waits for assistance, more effective
use of the phone system and improved
internal communications.

Discrimination Testing

Department of Human Rights

July 1985 Closed February 1987
This project extended the department’s
capacity to test situations in which
discrimination is alleged in employment,
housing and other circumstances. Such
testing has been upheld in the courts and is a
speedier and more reliable way of
determining whether there is probable cause.
Partnerships were formed with employers
who furnish credentials. Citizen partners,
affiliated with community groups, replicate
the episode under investigation as closely as
possible. Procedures, instructions and
partnerships are in place and the method is
being used.
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House Arrest
Department of Corrections
April 1987 Continuing

This alternative to reinstitutionalization was
developed to provide a more constructive
and less costly option than incarceration for
individuals who have violated the terms of
their parole from state correctional facilities.
Currently, the option is available and profiles
of suitable candidates and ways of evaluating
results are being developed.

Improved Food Service Delivery
System

Department of Veterans’ Affairs

July 1985 Withdrawn June 1986
This customer-oriented project was
undertaken in 1985 to improve the quality
and efficiency of the food service system at
the Minneapolis Veterans’ Home. Two
partners involved with the project did not
provide useful recommendations.

Regulator Role

Pollution Control Agency

July 1985 Continuing
This project concentrated on training
employees who are regulators dealing with
the public. The training has given employees
new tools, procedures and approaches to use
in various situations. The project manager
worked with managers and supervisors in the
agency to identify the common areas and
develop a curriculum which addressed PCA

employees. The training component is
complete and data is being gathered to
evaluate its effectiveness,

Services to the Elderly

Minnesota Housing Finance Agency

July 1985 Completed March 1987
This project extended the agency’s
understanding of the needs of the elderly and
identified ways in which they can help keep
senior citizens in their homes for the longest
time desirable. A team of agency staff and
experts on aging guided the project and a
partnership with the Humprhey Institute
furnished interns who surveyed the residents
of senior citizens’ residences. The project
stimulated more active programs in the
residences and the survey results have been
incorporated into agency plans.

User Accessibility

Department of Jobs and Training

July 1985 Completed 1956
This effort was to extend the operating hours
of several Jobs Service offices so that people
with daytime commitments could receive job
search assistance on evenings and weekends.
The project team learned that flexible hours
were being offered in communities where
there was customer interest and that most
locations make evening and weekend
appointments on request. Policies and
procedures for these services were already in
place; these were communicated once again
to field offices.
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Glossary

Ao

advocate: A project manager, agency head or
liaison, STEP staff member or other person
who acts on behalf of a project.

advocacy: Actions which gain or provide
resources for a project, work through
organizational barriers, generate support for
a project, or advise or coach a project
manager or team.

agency: A major organizational unit in state
government. Usually called a department,
e.g., Department of Administration,
Department of Transportation.

agency head: The functional equivalent of
chief executive or operating officer of an
organization. The top manager. In Minnesota
state government, the appointed
commissioner or director.

agency liaison: The person appointed by an
agency head to organize STEP activities,
other than specific projects, within that
agency. Coordinates by providing customer
input, acting as a sounding board and helping
shape program direction. May manage idea
generation and communication processes
within the agency. Also may be part of a
project team. Often assists with project
training and consultation.

b.

bottom line: The critical factor or factors that
determine whether a service meets the tests
of legal compliance, fiscal responsibility and
public expectations. Measurable indicators
which determine a project’s impact.
Examples: cost savings, time savings,
increased customer satisfaction.

brainstorming: A group activity generating a
volume of ideas in an open atmosphere,
without initial criticism or screening,

brokering: Acting as an intermediary or
expediter to link a project with other people,
information or services.

C.

career manager: See line manager.

champion: A person whose great
commitment to a project results in a primary
advocacy role. May protect or find resources
for a project, in addition to developing
administrative support for it.

change: Transformation or alteration of
something over time.

close out: A set of activities associated with
completing a project. Includes final reports,
interviews, evaluations and recognition.

closeness to customer: The premise that
more direct contact and interaction with the



customer will help organizations better
understand the customer’s needs. Also,
identification of the customers of a program,
service, activity or project.

coach: A person who offers personal
experience, information or perspective,
especially for professional development or
project management.

consultation: A meeting where two or more
people involved in a STEP project assess the
project’s status and direction, exchange ideas
about project management and provide
additional perspective on that management.

customer: A person who receives the good(s)
or service(s) provided by an organization.

customer satisfaction: The customer’s
evaluation of the good or service provided.

d.

decentralization: Delegating responsibility
and authority.

department: An identifiably separate
organization. See agency. '

discretion: Flexibility in a manager’s and
employee’s decision-making and ability to
work within the limits imposed by an
organization’s management system, for
instance, personnel, fiscal and planning,
Also, the ability to work to change — or
demonstrate the possibility of changing — the

limits and constraints of an organizational
system.

€.

employee involvement: The participation of
employees in work management issues.

empowerment: Enabling a person to develop
the skills and capabilities that will increase
one’s control over decisions, resources and
structures affecting success. Using one’s
ability to release the power in oneself and in
others.

enrichment event: In STEP, an informal
professional development and networking
activity.

f.

facilitate: To bring different groups and
individuals to a better understanding of each
other’s needs and concerns.

failure: An experience from which nothing
was learned.

focus group: People brought together to
collect information, particularly from
customers, In STEP, people who gather to
gain ideas about program design or
operations.

force field analysis: An analytical method,
appropriate to group settings, in which the



factors affecting an issue are identified and
examined.
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idea generation: A group activity to elicit a
broad range of information, as in
brainstorming or force field analysis. In
STEP, the ongoing activities in which
employees identify concerns, issues or
approaches they want to explore and to have
considered as project proposals.

L.

learnings: The information and conclusions
that result from STEP projects and
experience with the program.

line manager: The person responsible for
carrying out a defined area of agency
responsibility. In Minnesota state
government, usually career employees. Used
interchangeably with career manager.

Im.
marketing: The methods used to identify

customers and the conditions which lead to
customer satisfaction. The application of
marketing management methods and
techniques which increase public managers’
knowledge of ways to meet public
expectations, to become acquainted with
customer needs and levels of satisfaction, and
to increase customer or public information
about the services.

mentor: A person who offers personal
experience, information or perspective to a
project manager, especially for professional
development or project management.

midpoint consultations: A process used with
the first phase of STEP projects to develop
or document goals and objectives,
measurements and time schedules.

mobility assignments: A Minnesota
personnel procedure that permits a state
employee to move temporarily from one
agency or job to another. In STEP, an
employee’s home agency agrees to a mobility
assignment both to contribute to the STEP
effort and to benefit from the employee’s
enhanced skills and experience.

.

networks: Informal connections between
people which allow them to share
information, perspective and knowledge.

nominal group process: A group
problem-solving technique in which a task
statement is written to provide a clear, simple
statement of the job at hand, followed by a
process similar to brainstorming, though
more organized and less exhaustive. Items
are voted on and ranked to determine
priorities.

nurturing: A term used in the early stages of
STEP to describe the STEP staff’s
involvement with projects.



0.

ownership: The degree to which a person
involved in a project is a stakeholder in the
project and is affected by its progress and
results. May be found in a project manager,
team member, champion or advocate.

e
partner: A person from outside who
participates in a program or project. In
STEP, an organization or individual in the
private or non-profit sector, the academic
community or the public sector.

partnership: A relationship that fosters the
exchange of ideas, knowledge and resources
between equals.

permission giving: Enabling a person to
initiate change and to receive formal
endorsement and support for one’s effort.

process flow analysis: An organizational
productivity tool designed to improve the
quality of work by charting, measuring and
documenting the process by which it is done.

productivity: Using resources more intensely,
reducing the input required, or improving or
increasing the quality or quantity of the
output without increasing resources.

productivity improvement techniques:
Methods for enhancing productivity through
better use of people, technology and/or
funds, and/or better organization of work.

professional development: Formal ways of
increasing the skills, knowledge and
perspective of employees through such
events as seminars, workshops and
conferences.

project manager: The person with the
authority and responsibility for defining and
implementing a project. In STEP, personnel
classification or collective bargaining
agreement designation as managers is not
required.

project originator: The person who initiates
the idea for a STEP project.

project refinement: A phrase used in the
early stages of STEP to describe the
translation of an initial idea or proposal into
a work plan and its implementation.

project selection: The formal process during
which STEP staff reviews proposals and
submits them to the Steering Committee with
recommendations, followed by the
committee’s decision to accept the proposal
as a STEP project.

project support: The services available to
STEP project teams and managers to help
them carry out their projects. Formally,
consists of training, facilitation, coaching,
technical assistance and brokering;
informally, consists of advocates and
champions.



project team: People brought together to
work on a STEP project. Includes, at least, a
project manager and participating
employees; may also include partners, other
affected organization members and STEP
staff.

L]
quality service management: Designing
production, administrative or service delivery
systems to reduce errors and associated costs
by controlling the causes and sources of
defects.

quality training: A problem-solving process
STEP teams learn to help them determine
quality, quantity and cost-effectiveness
measures in their projects. Includes tools and
techniques that build quality into the service
delivery process; for example, requirements,
costs of quality, measurement and corrective
action.

r.

recognition: Formal or informal
acknowledgement of appreciation for an
employee’s performance or service, to make
the employee aware of his or her importance
to an organization. Generally accepted as a
means of increasing motivation and
performance.

reward: Performance recognition that
includes some sort of exchange, such as

increased pay, a promotion, or a certificate,
plaque or pin.

risk: The untested, unknown option which
could result in loss or gain. Usually perceived
as a hazard because it includes actions
outside traditional, routine behavior.

risk-taking: A willingness to initiate change
by accepting risk and the possibility of failure
as well as success.

Se

sharing fair: A semi-formal, widespread
exchange of information about project
purposes, processes or results. An activity
where STEP project experiences and
applications are displayed and disseminated.

staff liaison: A STEP staff member who
furnishes technical assistance, consultation
and training in STEP methods and project
planning.

steering committee: The STEP program’s
governing body. STEP’s basic partnership,
consisting of public and private-sector
individuals. Co-chaired by the governor and a
senior executive from the private sector.
Establishes STEP’s policy and directions,
provides oversight, determines the general
nature of its projects and approves specific
projects.

STEP: Acronym for "Strive Toward
Excellence in Performance." A partnership



among state government, labor, the business
community and the public to increase the
quality, quantity and cost-effectiveness of
Minnesota’s public services.

STEP experiment: The effort to create a
program for long-term, large-scale change in
state management values and practices, and
to demonstrate that program through a series
of projects.

STEP methods: The six management
methods for change used in STEP projects:
1) closer contact and interaction with
customers, 2) productivity improvement
techniques, 3) increased employee
participation, 4) improved work
measurement, 5) increased discretionary
authority of managers and employees, and 6)
partnerships to share knowledge and other
resources.

STEP project: An effort initiated and carried
out by a state agency and its employees to
make measurable changes in the quality,
quantity and cost-effectiveness of the services
delivered to identified customer or client
groups.

STEP seminar: A support activity which
provides a group learning forum for STEP
participants on subjects such as partnerships,
leadership or group dynamics.

STEP strategies: See STEP methods.

STEP techniques: See STEP methods.

STEP training colloquium: See STEP
seminar.

success: The measure by which STEP
projects and the STEP program are judged.
The extent to which STEP projects engage in
experimental efforts. The extent to which the
STEP program’s six methods are
incorporated into the ongoing management
of state agencies. The extent to which
measurable changes are made in service
delivery.

support: The assistance offered by STEP
staff to project teams.

t.

technical assistance: Consultation and
training provided to a STEP project manager
and team by the STEP staff, Includes group
facilitation, strategic planning, identification
of obstacles, coordination of
interdepartmental efforts, identification of
outside resources and other services as
required by the project.

team: The project group, which may include
managers, agency or other public employees,
members from the private sector or STEP
staff.

team-building: Increasing constructive
collaboration by group members. May help
form a group, establish its goals, identify
problems, determine needed changes, assign



roles and responsibilities and establish work
norms and values.

training: The ongoing effort by STEP to
assure that project team members have the
necessary tools to implement their STEP
projects.

trust line managers: A fundamental premise
of the STEP program, recognizing that line
managers have the knowledge, motivation
and ability to make constructive changes in
the programs they administer. The concept
that line managers, given real authority and

flexibility, will increase the quality, quantity
or cost-effectiveness of services for which
they are responsible.

W.

work measurement: Assessing the volume,
nature, processes and output of work. Can be
used to monitor the effects of change,
variables affecting quality specifications, and
components of total performance. Provides
task- and job-related information to
employees as performance feedback and as a
means for adjusting task activities.



